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* '1 >i.*" :,,a*,,r < \ p & ~ - ~ A , L R O O ~  Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12" Street, SW, Room TW-B204 
Washington, DC 20554 

Re: In the Matter of Telecommunications Relay Services and Speech-to-S 
Services for Individuals with Hearing and Saeech Disabilities, CG Docket 

Dear Marlene, 

Please see the attached Annual Complaint Log and Tally Report for the State of North 
Dakota for the period of June 1,2004 through May 31,2005. You will also find an 
electronic disk copy of the complaint log on a standard 3.5 inch diskette. 

Please review the information, and if this is not sufficient, please advise and I will be glad 
to provide additional information. 

Thank you, 

Roxy Ennen 
State of North Dakota 
Information Technology Department 

rennenk3state.nd.w 
701-328-2300 

Attachments: 
1) 1 original & 4 copies of the Annual Complaint Log 
2) 1 original & 4 copies of the Annual Tally Report 
3) 3.5 inch diskette 
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Date of Compl. Nature of Complaint Date Of 

Resolution 

ND VCO user complains she cannot get the agent to 
answer when dialing the ND designated VCO #. and if 
she does connect is very delayed. 

11/03/04 11/03/04 

Apologized for the problem and coached the 
TW customer stated that the line diswnnected. (This is 
a practicelmock up customer contact for experience) 

12/03104 I tA. 12/03/04 I 

Explanation of ReSOIUtion 

Apologized for the problem and tried dialing 
through the #, with CA, and could not wnnect 
as VCO. Entered Trouble ticket. 

I I I I 
I 

ICAwas coached on the following: 1) 

01/14/05 

01/18/05 

02124105 

I STS Cdslomer ca led Nom Da<ola STS nLmoer and 
go1 agent number Agenl IOIO STS CJSlOrnel " can't type I "our ca because of D h  OrOerS . apo ogced 10 the . .  
k l o m e r  and told her I would forward the info on to the 
supervisor. Customer would like wntact through her 
email. Customer ais0 is going to wntact the AM about 
STS agents saying they can not understand. I informed 
her that I was not aware that STS was over flowing to 
Ohio center. 

during a relay call. ~jrefusing to process a cal 
or intentionally disconnecting is a serious 
offense. Lastly. we must provide the highest 
quality customer service to our customers. A 
follow-up ernail was sent early today (1126) 
assuring the customer that this CA will remain 
professional at all times. 

01/26/05 

The Voice person stated that at 755 am she was using 
prepaid card to place a call and agent asked her 4 time 
N she was trying to reach someone who is Deaf or Hard 
or hearing before the call was placed. The customer felt 
that she don? need to be asked whether or not she is 
calling someone who is deaf or hard of hearing. Felt that 
agent should dial the number given period. Apologized 
for the inwnvenience and assured her that this will be 
followed up. No follow up required. 

Met with CA to discuss about the incident. 
Coached CA to simply dial out the number 
without asking if the inbound voice caller wants 
to reach a deaf or hard-of-hearing person. 

01121105 

2-22-05 I had a TERRIBLE experience with CA last 
evening. (It was about 4:30 - 5:OO CST). i called a 
number 8 got an answering machine. He typed ail that 
but when a live person came on he didn't type anything. 
I redialed 8 afler the live person answered he typed, 
one Moment PIS". The person I had called was already 
on the line. I can hear voices but I Can't understand so 
this person i called was talking at me but I couldn't 
understand it. I didn't know for sure who was talking who 
was talking to me. I tried to laik to the CA. Someone 
talked back to me but I had no idea who it was or what 
he or she was saying to me. Somewhere along the line 
a Supervisor got involved. 

Account manager sent an email with reply to 
the customer ... thank her for sharing her 
wncern and i will notiy the supervisor. No 
follow up contact needed. Case closed. 

02124/05 

ral.tnrn.,, r-,ni-Jint. r.iinr rnnn*-rl tho+ r k m  h-4 ha-- 

responsiool I es 10 relay all cal s In a 
p<ofessianal manner 2) CA SnoUld not inleqec I personal opinrons or provide a00 lional info 



Unable to resolve complain. since this is a 
technical issue, and a trouble ticket has already 
been created. 

03/29/05 

to resolve the matter. Apologized for her inconvenience. 
No follow up requested. I 

03/29/05 

~UOIUIIIC'I bU!llpld!!!l. M W I  lepUlWu U I l  OllV lldU UeWl 

on the phone over two hours trying to resolve the 
problem not able to connect to three long distance 
numbers through relay. Only gets a busy signal, but if 
dial the numbers direct the line rings. She reported the 
numbers dialed and the CA numbers so a trouble ticket 
was entered, T T  was entered. Customer Service 
response: Thanked her for letting us know and told her 
of a known issue that other Tr had ais0 been turned in 

I 

'05 

Customer Complaint: The operator could not seem to 
type correctly on this important call to the bank. He kept 
lyping XXX then try again to the point that the caller 
wuid not make out what was being said. Customer 
Service Response: Apologized for the inconvenience 
and told the caller the report would be sent to the call 
center supervisor. Thanked her for taking time to let us 
know. No follow up requested. 

05,~9i05 

Met with agent, and he did remember the call. 
He stated that the voice person was not talkins 
clearly and when he tried to c lar i i  certain 
phrases, they would say something different sc 
he had to correct it when typing it again. 
Coached agent on keeping customer informed, 
if person is not talking clearly, so that the 
customer wont think its the agent's fault. 


